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ABSTRACT 

 
GENDER DIFFERENCES IN EMOTIONAL LABOR 

 

Cara L. Fay, PhD 

 

The University of Texas at Arlington, 2011 

 

Supervising Professor:  Jared Kenworthy 

 This study examined the differences in emotional labor efforts between men and 

women. Emotional labor refers to the incongruity between experienced emotions and displayed 

emotions. The “faking” or “acting” that takes place during emotional labor has been found to be 

correlated with negative work-related outcomes such as job satisfaction, burnout, turnover 

intentions, and decreased work performance.  These outcomes can cost organizations millions 

of dollars in terms of lost revenue, innovation, and employee-related expenses.  Likewise, these 

outcomes can cost individuals greatly in terms of physical, mental, and emotional well-being. 

The present study sought to experimentally examine how emotional labor differs by its gender 

typicality. It was expected that typically feminine emotional displays would require more 

emotional labor effort than typically masculine emotional displays – across both male and 

female participants. This prediction was tested using four conditions: optimistic display 

condition, flat display condition, sympathetic display condition, and control condition. It was 

expected that more emotional labor would be exerted in the optimistic, flat, and sympathetic 

display conditions than in the control condition. Additionally, interactions between conditions, 

gender, and gender identity were expected.  
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CHAPTER 1 

INTRODUCTION 

1.1 Emotional Labor 

 As humans, we experience a multitude of emotions. As social beings, we have learned 

to manage the expression of our emotions and follow accepted behavioral norms set forth at 

times implicitly, and at other times explicitly. An individual’s ability to manage “self” has been of 

interest to psychologists from the times of early Greek philosophers. In terms of modern 

psychology, however, self-presentation and impression management have only recently (since 

the 1950s) become a formalized topic of research (Leary, 1995; Goffman, 1959).  

 Stemming from the research of Leon Festinger (1957) on cognitive dissonance – 

referring to the discomfort experienced when one’s behaviors are not aligned with one’s beliefs 

– emotional dissonance refers to the discomfort experienced when one’s expression of emotion 

is not aligned with one’s actual emotion.  From this discomfort comes the concept of emotional 

labor. Defined by Hochschild (1983), emotional labor refers to “the management of feeling to 

create a publicly observable facial and bodily display” (p. 7). The measurement of this effort 

includes two sub-factors, surface acting and deep acting. Surface acting is the effort exerted to 

regulate one’s emotional expressions, whereas deep acting is the effort exerted to regulate 

one’s feelings. Surface acting takes place, for example, when an individual who is angry or 

depressed forces a smile to meet the demands of work. If the same individual were deep acting, 

he or she might try to convince him- or herself that he or she isn’t really angry or upset but that 

he or she is actually quite happy and that the smile is a result of his or her happiness.  Although 

both deep acting and surface acting require acting to some degree, the motives behind them 

are quite different. In surface acting, individuals are acting just to adhere to and maintain social 

or organizational norms; they are not trying to shape their actual emotions. When deep acting, 
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individuals act in “good-faith” – they want to believe they aren’t faking (Grandey, 1999; 

Hochschild, 1983). 

Just as general society has explicit and implicit norms for behavior, business does, too.  

Occupational display rules are frequently documented in employee handbooks. Dress codes, 

codes of conduct, and other guidelines for employee behavior are included in these handbooks 

and are often required reading upon hire. In some jobs, especially those related to customer 

service, hospitality, and healthcare, these employee handbooks specifically include guidelines 

for demonstrating a positive attitude, friendliness, and a willingness to help. The popular phrase, 

“service with a smile” dates back to 1915 (Popik, 2006). This phrase is an example of the 

pressures placed on employees to display sometimes very specific emotions, and it illustrates 

the practice of emotional labor on the job.   

But, over time, the effect of this required emotional labor can be stressful and can result 

in a large number of negative outcomes to both the organization and the individual (Sams, 

2005). Research has shown that emotional labor is linked to many negative outcomes including 

(but not limited to) increased symptoms of burnout, decreased job performance, and decreased 

job satisfaction, ultimately influencing things like turnover intention, organizational commitment, 

and client satisfaction. These things are costly to any organization, but many of these work-

related outcomes are not solely a concern of the organization. The individual experiencing low 

levels of job satisfaction (for example) is also at risk of experiencing elevated levels of burnout 

and stress which can lead to more serious negative outcomes such as hypertension, heart 

disease, mental disorders, alcohol abuse, etc. (Peltzer, Shisana, Zuma, Van Wyk, & Zungu-

Dirwayi, 2009).  

1.1.1 Ego Depletion 

Related to emotional labor is the research on ego depletion. The history of ego 

depletion can be traced back to Freud, but has more recently been operationalized by 

Baumeister, Bratslavsky, Muraven, and Tice (1998).  With regard to ego depletion, individuals 
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are assumed to have a limited and theoretically exhaustible amount of self-control or self-

regulation capability available to them at any given time (Baumeister, Muraven, & Tice; 2000). 

This resource is frequently likened to the physical limitations of one’s muscular strength or 

power.   

Baumeister et al. (1998) define ego depletion as “a temporary reduction in the self’s 

capacity or willingness to engage in volitional action (including controlling the environment, 

controlling the self, making choices, and initiating action)” (p. 1253).  Part of being able to 

control oneself includes managing emotions – the basis of emotional labor. Baumeister et al. 

(1998) empirically investigated ego depletion in four experiments manipulating self-control, 

decision-making, self-regulation, and emotional suppression (a type of emotional labor). In the 

third experiment, for example, participants were instructed to suppress all reactions to a 

disturbing video clip. They were then given an anagram solving task. The results showed that 

participants who regulated their emotional reactions did not perform as well on subsequent 

anagram solving tests as participants in the control condition.  The other experiments followed a 

similar design. The results of these experiments suggest that one’s capacity for active volition is 

lessened following exercises of ego depletion.  For a real-world application, consider attending 

two networking events (which require controlling the self, making choices, and initiating action) 

scheduled back-to-back. According to the research on ego depletion, an individual will have a 

reduced capacity to control the self, make choices, and initiate action in the second event, 

compared to the first one.   

Taking this line of research a step further, Schmeichel, Vohs, and Baumeister (2003) 

investigated whether ego depletion also reduces one’s ability to perform on measures of 

knowledge and complex reasoning. A series of attention and emotion regulation tasks were 

given to participants; these were followed by a test of general knowledge and a test of complex 

reasoning. The results suggested that higher-level intellectual functions (complex reasoning and 

logic) are more negatively influenced by acts of ego-depletion than are lower functions (general 
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knowledge retrieval). This research suggests that ego depletion, specifically in the form of 

emotional regulation (as manipulated in the second experiment) influences one’s ability to 

perform on the complex reasoning portions of intelligence tests.  It is worth noting that these 

studies of ego-depletion are actually non-social in nature, whereas the current study of 

emotional labor involves human interaction. 

1.1.2 Emotional Intelligence 

Emotional labor (also referred to as emotional regulation in the current research) is 

recognized as a critical component of emotional intelligence (Mayer & Salovey, 1997). 

Emotional intelligence was first defined by Salovey and Mayer (1990) as “the ability to monitor 

one’s own and others’ feelings, to discriminate among them, and to use this information to guide 

one’s thinking and action” (p. 189).  

Although research on emotional intelligence has been somewhat controversial, and 

regardless of whether emotional labor is considered a skill or ability, the existence and 

importance of emotional labor goes undisputed. However, a better understanding of the effects 

of emotional labor is warranted.  

1.1.3 Facial Feedback Hypothesis 

One potential benefit of emotional labor can be derived from research on the facial 

feedback hypothesis (FFH). The FFH states that an individual’s facial expression actually 

influences the intensity of felt emotions. In an experiment by Lanzetta, Cartwright-Smith, and 

Eleck (1976), the FFH was tested with regard to pain. Participants in the experimental condition 

were instructed to suppress emotional reactions to mild shocks. Participants who suppressed 

expressions had lower skin conductance in response to the shocks and also reported lower 

subjective ratings of pain than those in the control group (who were not instructed to suppress 

reactions). In a later experiment by Strack, Martin, and Stepper (1988), participants were asked 

to hold a pen in their mouth in one of two ways, ultimately producing either a smile or a frown. 

Participants were then given a series of cartoons to rate on “funniness.” The participants in the 
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“smile” condition rated the cartoon as more amusing than those in the “frown” condition. So, 

when a person is required to suppress frustration at work, he or she may actually feel less 

frustrated internally as a result of the emotional labor.  

In contrast to the potential positive outcomes of emotional labor – as described by the 

FFH – there are many more negative implications of exercising emotional labor. As previously 

noted, over time, the effect of this required emotional labor can be stressful and can result in a 

number of negative outcomes to both organizations and individuals (Sams, 2005).  

  

1.2 Gender 

1.2.1 Gender Differences     

Research shows that differences between men and women exist in all aspects of work 

– from their fundamental approach to work in terms of their leadership style (Burke & Collins, 

2001; Eagly & Johnson, 1990) and their communication style (Furumo & Pearson, 2007) to their 

perceived effectiveness (Powell & Graves, 2003) and their earning potential in terms of 

compensation (Roth, 2003) and benefits (Haar & O’Driscoll, 2005).  

According to North American and European social norms, more powerful emotions, 

such as anger, are deemed more acceptable for men to express than for women, whereas 

warmer emotions, such as joy, are more acceptable for women to express than men (Brody, 

2000). These gender norms also extend to the workplace. Based on findings regarding gender 

roles and expectations, it is reasonable to expect gender differences when it comes to 

emotional labor. In fact, the results of two recent meta-analyses investigating emotional labor 

and workplace outcomes found gender to act as a significant moderator (Fay, 2010; Fay, 

Kenworthy Frame, & Petree-Schatz, 2011).  Specifically, the inverse correlation between 

emotional labor and job satisfaction was stronger as an increasing function of the percentage of 

women in a sample (Fay, 2010). The same moderation by gender was found for the positive 

relationship between emotional labor and a measure of job burnout (Fay et al., 2011). 
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1.2.1.1 Gender Display Rules  

Men and women have been shown to use different displays when engaging in 

emotional labor (Simpson & Stroh, 2004). Using self-report measures of emotional expression 

and emotional dissonance, Simpson and Stroh (2004) found that people, both male and female, 

who follow feminine display patterns (suppressing negative emotions and expressing positive 

emotions) report experiencing higher levels of inauthenticity. In contrast, individuals who follow 

male display patterns (suppressing positive emotions and expressing negative emotions) report 

lower levels of inauthenticity.  Furthermore, Simpson and Stroh found that women were 

significantly more likely to suppress negative emotions than were men, whereas men were 

significantly more likely to cover up positive emotions than were women.  

Additionally, a study by Mann (2007) found that people have different expectations 

regarding emotional displays for men than for women.  Specifically, women were expected to 

show warmer emotional displays at work, whereas men were expected to show more authentic 

emotional displays at work. In other words, women were expected to display warmth regardless 

of their actual feelings whereas men were expected to display feelings that matched how they 

were actually feeling.  Mann argues that individuals are likely to have greater emotional labor 

requirements when communicating with men rather than women because the “labourer must 

work harder at making their display appear genuine…” (p. 566).  

Tajfel and Turner’s (1986) social identity theory argues that people derive a portion of 

their self-definition from the groups in which they categorize themselves and with which they 

most identify.  Self-categorization and ingroup identification helps individuals create a self-

concept, or self-identity, which in turn helps them to navigate social life by adhering to particular 

group norms.  One of the most salient groups with which an individual can identify is that of 

gender. Gender identity refers to the connection one makes with a gender category (i.e., man or 

woman; Tobin et al., 2010). Research on gender identity suggests that individuals whose 

gender identity is particularly salient will be more likely to conform to the corresponding gender 
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norms than will individuals whose gender identity is less salient (Schmader, 2002).  In terms of 

emotional labor, individuals who strongly identify themselves as female are more likely to follow 

the feminine norms for displays of emotion regardless of their actual feelings, whereas 

individuals who strongly identify as male are more likely to follow the masculine norms for 

displays of emotion. 
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CHAPTER 2 

CURRENT STUDY 

2.1 Summary & Design Overview 

 To date, emotional labor has been studied using self-report measures in primarily 

correlational designs. The evidence from these studies suggests that emotional labor is linked 

to a number of important outcomes and is a topic worth understanding even more – for 

individuals and organizations alike. In some industries like the service industry, there are certain 

emotional displays that are advantageous to sales performance (e.g., gratuity and customer 

loyalty).  However, these advantages comes at a cost to the organization in terms of turnover, 

job satisfaction, employee engagement, etc., and at a cost to the individual in terms of stress, 

burnout, and motivation. Because of the correlational nature of existing research on emotional 

labor, it is difficult to really know if emotional labor is the cause of various work-related 

“outcomes” or if instead these various work-related “outcomes” are the cause of increased 

emotional labor. Also, it is unclear how emotional labor differs between men and women.  As 

researchers who work in the area of emotional labor and organizational health, we have a great 

need and opportunity to experimentally research emotional labor.  This study intended to do just 

that.  

Using three emotional labor conditions (optimistic display, flat display, and sympathetic 

display) and a control condition, gender differences regarding emotional labor were examined. 

The optimistic display condition instructed participants to express optimism during an emotional 

labor task, whereas the flat display condition instructed the participants to refrain from 

displaying emotions.  The sympathetic display condition instructed participants to express 

sympathy during the same emotional labor task. Questions following each call served as the 

primary manipulation check (e.g., individuals in the optimistic condition were asked “Were you 
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optimistic?” and “Did you smile while on the call?”).  Additionally, emotional labor manipulations 

were checked using a funnel debriefing technique as outlined by Wilson, Aronson, and Carlson 

(2010). The funnel debriefing consisted of six questions: 1) What do you believe to be the 

purpose of this study? 2) How was the experimental procedure for you? 3) How was the 

technical quality of the calls? 4) Did you have any issues with the calls? 5) Was there anything 

that seemed strange about the calls? 6) Did you suspect that the calls were pre-recorded?  To 

test for differences in emotional labor, measures of surface acting, mood-shift, and ego-

depletion were collected. A measure of gender identification was also included to examine 

whether the degree to which an individual identifies as male or female influences how much 

emotional labor he or she exerts and reports in each condition. 

2.1.1. Hypotheses 

When expectations to display a certain emotion do not line up with the experienced 

emotion (emotional labor), feelings of inauthenticity occur. According to the research referenced 

above, this inauthenticity appears to be exaggerated for individuals using typical feminine 

display rules (warmth/excitement) as opposed to typical masculine display rules 

(power/stoicism). As such, the four conditions for the current study are described as: optimistic 

display condition, flat display condition, sympathetic display condition, and control condition.   

Hypotheses 1a-d: It is expected that an overall significant difference across the four 

conditions on measures of surface acting, negative and positive mood shifts, and time spent on 

the puzzle will be found. Specifically, compared to the control condition, reported (1a) surface 

acting and (1b) negative mood shift (from Time 1 to Time 2) will be greater, but (1c) positive 

mood shift (from Time 1 to Time 2) and (1d) time spent on the puzzle will be lower in all three 

experimental conditions.  

Further, experimental condition should interact with gender in the following ways:  

Hypotheses 2a-d: In the optimistic and sympathetic display conditions, compared to 

women, men will report higher ratings of (2a) surface acting and (2b) negative mood shift, but 
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lower ratings of (2c) positive mood shift and (2d) shorter time spent on the puzzle than will 

women.  

Hypothesis 2e-h: In the flat display condition, compared to men, women will report 

higher ratings of (2e) surface acting and (2f) negative mood shift, but lower ratings of (2g) 

positive mood shift and (2h) shorter time spent on the puzzle than will men.  

Finally, gender identification is expected to interact with experimental condition and 

gender in the following ways:   

Hypotheses 3a-d: In the optimistic and sympathetic display conditions, men’s gender 

identification (as male) should positively predict (3a) surface acting and (3b) negative mood 

shift, but negatively predict (3c) positive mood shift and (3d) time spent on the puzzle.  

Hypotheses 3e-h: In the flat display condition, women’s gender identification (as 

female) should positively predict (3e) surface acting and (3f) negative mood shift, but negatively 

predict (3g) positive mood shift and (3h) time spent on the puzzle.  
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CHAPTER 3 

 
METHOD 

The present study experimentally investigated the aforementioned hypotheses by 

conducting a laboratory study in a controlled environment. The research was conducted 

according to ethical guidelines regarding human subjects as outlined by the UT-Arlington Office 

of Research Compliance and Institutional Review Board.  

3.1 Participants 

University of Texas at Arlington (UT-Arlington) undergraduate students who were 

currently enrolled in introductory level psychology courses had the opportunity to participate in 

this research. Students were recruited via the university experimentation website (SONA). 

Students received credit for their participation.  

Each condition included approximately 35 participants, for a total sample size (N) of 

139. After eliminating 3 individuals who failed the manipulation check and an additional 3 

individuals who had strong suspicions of the experiment as identified by the funnel debriefing, 

the total sample size (N) was 133. Table 1 summarizes the demographic characteristics of the 

sample, including gender, ethnicity, work experience, and age. Data were collected over a five 

month timeframe across two semesters. Each session time was randomly assigned to a 

condition. 

Table 1.  Descriptive Statistics of Sample 
 

Demographic Variables 
 

Percentage Mean Standard Deviation 

Gender    
Male 27.8   

Female 70.7   
    
Ethnicity    

White 36.1   
Black 16.5   

Hispanic 23.3   
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Table 1 - Continued 

Asian 13.5   
Other 8.3   

    
Currently Working    

Yes 46.6   
No 52.6   

    
Amount of Work Experience    

Not Applicable 26.3   
< 1 year 5.3   
1-3 years 26.4   
3-5 years 21.9   
> 5 years 20.7   

    
Age  21.64 4.91 

 

  

 

3.2 Materials 

3.2.1. Cover Story 

The participants were told that they were participating in a study comparing the various 

methods for delivering difficult feedback. They were tasked with informing scholarship 

applicants (confederates) that they did not receive a “Rigorous Researcher Scholarship” offered 

by the Department of Psychology at UTA.  They were given a brief description of the 

scholarship that the ostensible “students” had applied for, followed by instructions and a general 

outline of the information and script to deliver during the call (See Appendices A, B, and C). 

 3.2.2. Experimental Conditions 

Participants were randomly assigned to one of four experimental conditions.  The 

instructions given to participants varied by condition. In the first condition (hereafter referred to 

as the “optimistic display condition”), participants were instructed to give the negative feedback 

in a very optimistic way. They were informed that being cheerful and even smiling while on the 

call would help soften the disappointing news that the “scholarship applicant” did not receive the 

award.  In the second condition (hereafter referred to as the “flat display condition”), participants 

were instructed to give the negative feedback while expressing as little emotion as possible. 
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They were informed that displaying no emotion while providing the feedback is the best way to 

avoid misleading people, and the way most conducive for people to hear and understand the 

complete feedback. In the third condition (hereafter referred to as the “sympathetic display 

condition”), participants were instructed to give the negative feedback in a very sympathetic and 

supportive way. They were informed that being supportive and showing sympathy is the 

healthiest way to deliver the disappointing news. In the fourth and final condition (hereafter 

referred to as the “control condition”), participants were given no instruction regarding their 

emotional display in the delivery of the disappointing scholarship news. 

3.3 Procedure 

All four conditions were randomly assigned to session times. Informed consent was 

obtained upon the arrival of the participants at a designated time and place. Participants were 

given written instructions outlining the activities in which they would participate. Consent forms 

were distributed, signed, and collected.  

After the informed consent form was collected, each of the participants was given a 

brief survey collecting demographic information, their current mood state, gender identification, 

and a “filler” survey regarding approaches to feedback (See Appendix F; Watson, Clark, & 

Tellegren, 1988).  Next, participants were given a brief introduction that included the cover story 

regarding delivery of feedback (emotional components per conditions as previously described), 

a summary of the scholarship, the outline or script to which they were asked to refer, time to 

review their scripts, as well as time to ask questions.  

Each of the participants had a call station prepared for them. According to the 

participant script, “applicants” were notified that the calls were being recorded as soon as the 

call began. This helped to maintain the integrity of the cover story and to adhere to state laws 

and regulations regarding the exchange of confidential information over the phone. In addition 

to both verbal and written instructions and a broad-level “script,” the participants also had a 

checklist and place to mark how they felt the feedback was received. This served as a check to 
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make sure they interpreted the caller’s emotional reactions accurately – and to reinforce any 

emotional labor they experienced. Each participant made a total of eight calls to “scholarship 

applicants” to inform them they did not receive the scholarship.  Two applicants did not answer 

the call, leaving six callers that received “Did Not Receive Scholarship” feedback.  Of the six 

feedback calls, four were designed to be particularly emotionally difficult.  

The six feedback calls were pre-recorded by research confederates. Each recording 

simulated an actual scholarship applicant receiving the participant’s feedback call. Each call 

lasted between one and five minutes.  Recordings were scripted to reflect individuals that do not 

“easily” take the disappointing news. Feedback Recording A portrayed an applicant who was 

angry with himself for “screwing up this opportunity” when he heard the news. Feedback 

Recording B portrayed an applicant who responded by being very sad and disappointed – to the 

point of tears – in response to the news. In Feedback Recording C, the applicant responded 

defensively by interrupting the participant continuously and asserting that the participant caller 

was incorrect with his/her data. In Feedback Recording D, the applicant responded by briefly 

detailing everything else that was going wrong in his life.  All feedback scripts can be found in 

Appendix D. Using the speakerphone function of a phone and external speakers for recordings, 

in a separate location, a researcher played each of the applicant responses as prompted by the 

participant on the other end of the line. Because the participants were following a loose script, 

the timing around when to play each response for the scholarship applicants was easy to 

anticipate by the researcher. Following each call, participants were asked to fill out a “How Did 

the Feedback Go?” form (Appendix E). 

Following the completion of all eight calls, the participants were given a post-survey 

that included manipulation checks, and measures of emotional labor and mood state 

(Brotheridge & Lee, 2003; Grandey, 2001; Watson, Clark, & Tellegren, 1988).  

Following the post-survey, participants were asked to complete one last exercise. 

Participants were then given the ego-depletion puzzle (See Appendix H for puzzle; Grabarchuk, 
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2006).  Following the procedure used in Baumeister et al.’s (1998) study on ego depletion, the 

following was read to participants: “You can take as much time and as many trials as you want. 

You will not be judged on the number of trials or the time you will take. You will be judged on 

whether or not you finish [the task]. If you wish to stop before you finish, ring the bell on the 

table.” After the exercise was completed, participants were debriefed, any questions they had 

were addressed, and credit for their participation was provided.  
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CHAPTER 4 

RESULTS 

To test for differences in surface acting, mood-shift, and time spent on the ego-

depletion puzzle exercise between the four conditions (optimistic display, flat display, 

sympathetic display and control), a one-way MANOVA was conducted. Next, to test if 

differences exist on the same dependent variables when the predictors were the experimental 

condition and the participants’ gender, a 4 x 2 factorial Multivariate Analysis of Variance 

(MANOVA) was conducted.  Regression analyses were used to examine the anticipated 3-way 

interaction between gender, gender identification, and experimental condition. 

4.1 Data Inspection 

 To test the assumptions for factor analysis for the time 1 and 2 mood survey as well as 

the time 2 emotional labor survey, the data were examined using SPSS. Although it is not 

necessary for the assumption of normality to be met prior to factor analysis because the 

analysis is “used descriptively as [a] convenient way[s] to summarize the relationships in a large 

set of observed variables,” it is still relevant to understand the data’s tendencies (Tabachnick & 

Fidell, 2007, p.613).   

Items for all measures were entered into factor analyses. A total of 3 factor analyses 

were run (emotional labor and Times 1 and 2 for mood-state). Following Kaiser’s rule, the 

analyses retained only factors with Eigenvalues over 1.00.  For emotional labor, the analysis 

retained four factors with Eigenvalues over 1.00, explaining 74.56% of the variance.  Factor 1 

included items pertaining to Frequency (“Express particular emotions needed for your job” was 

the highest loading item). Factor 2 included items pertaining to Deep Acting (“Try to actually 

experience the emotions that I must show” was the highest loading item). Factor 3 included 

items pertaining to Surface Acting (“Hide my true feelings about a situation” was the highest 
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loading factor item). The fourth factor included items pertaining to Intensity (“Express intense 

emotions” was the highest loading item). Extraction sums of squared loadings for all identified 

factors are presented in Appendix H. For the Time 1 mood scale, the analysis retained six 

factors with Eigenvalues over 1.00 explaining 67.84% of the variance. Extraction sums of 

squared loadings for all identified factors are presented in Appendix H.  Time 2 mood scale, the 

analysis retained four factors with Eigenvalues over 1.00 explaining 61.30% of the variance. 

Extraction sums of squared loadings for all identified factors are presented in Appendix H. 

Before testing for differences between conditions on “mood-shift”, difference variables 

(between Time 1 and Time 2, computed as Time 1 variable minus Time 2 variable) were 

created. Also, because the primary goal of this study was to examine the surface acting 

component of the emotional labor construct, the surface acting subscale of the emotional labor 

measure was examined in the subsequent analyses. Because Time 2 mood followed the 

“intervention” or the experimental manipulation, it served as the basis for choosing Time 1 mood 

factor groupings.  Four subscales for mood were identified through factor analysis, and can be 

described as positive (e.g., “, negative, fear, and aware. For the purposes of this study, only the 

positive and negative mood subscales are used in subsequent analyses. Reliability analysis, 

Cronbach’s alpha, Cronbach’s alpha if item deleted, and Item-Total Correlations are provided in 

Appendix H for all relevant scales. Cronbach’s alphas indicate adequate reliabilities for all 

instruments.   

Prior to the main analysis, the assumptions of MANOVA were examined. Box’s M test 

of homogeneity of variance-covariance matrices was examined, F (30, 4,296) = 1.16, p > .05. 

The results provided evidence that the uneven sample sizes did not invalidate the 

appropriateness of using a MANOVA. No other violations of assumptions were detected. Refer 

to Table 2 for correlations, descriptive statistics, and scale reliabilities for the dependent 

measures. 
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Table 2. Correlations, Descriptive Statistics, and Scale Reliabilities of the Dependent Measures 

Measure 1 2 3 4 

1. Emotional Labor – Surface Acting -- .04 .05 -.15 

2. Positive Mood-shift  -- -.39** -.01 

3. Negative Mood-shift   -- .08 

4. Puzzle Time (minutes)    -- 

M 2.93 .19 -.18 8.43 

SD .84 .72 .64 4.53 

α .80 .86 .82 -- 

** p < .01 

4.2 Results of Hypothesis Testing 

Hypotheses 1a-d predicted that an overall significant difference between these four 

conditions on measures of emotional labor would be found. However, the results of a between-

subjects Analysis of Variance (ANOVA) revealed that condition had no significant effect on 

indicators of emotional labor (i.e., surface acting, positive and negative mood-shift, and ego-

depletion puzzle).  The results, therefore, do not support Hypotheses 1a-d. Though not 

significant at the standard p < .05 level, it is worth noting that the effect of condition for the ego-

depletion puzzle approached significance, F (3,122) = 2.44, p = .07.  After further inspection, it 

appears that this finding was driven by a significant difference between the sympathetic and flat 

display conditions (p < .05).  Individuals in the sympathetic display condition spent less time on 

the ego-depletion puzzle (M = 7.29, SD = 4.57) than did individuals in the flat display condition 

(M = 9.70, SD = 4.50).   

Next, to test hypotheses 2a-h, a 4 (condition) X 2 (gender) factorial Multivariate 

Analysis of Variance (MANOVA) was conducted. The full results of this MANOVA are also 

reported in Table 3. Because no condition X gender interactions were observed, the results did 

not support Hypotheses 2a-f. 
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Table 3. Results of MANOVA 

Source Dependent Variable Wilks’ 
Lambda 

F df p 

Condition  .91 1.01 12,315 .44 

 Surface Acting  1.07 3, 122 .36 

 Positive Mood-shift  .29 3, 122 .84 

 Negative Mood-shift  .83 3, 122 .48 

 Puzzle Time  2.44 3, 122 .07 

Gender  .99 .47 4,119 .76 

 Emotional Labor  1.46 1,122 .23 

 Positive Mood-shift  .07 1, 122 .79 

 Negative Mood-shift  .02 1, 122 .90 

 Puzzle Time  .16 1, 122 .69 

Condition X Gender  .93 .75 12,315 .70 

 Emotional Labor  1.25 3, 122 .30 

 Positive Mood-shift  .97 3, 122 .41 

 Negative Mood-shift  .55 3, 122 .65 

 Ego-Depletion  .59 3, 122 .62 

 

To test Hypotheses 3a-h, regression analyses were used to examine the anticipated 3-

way interaction between experimental condition, gender, and gender identification on measures 

of emotional labor including surface acting, positive mood-shift, negative mood-shift, and ego-

depletion. Of the four dependent variables, only surface acting warranted closer examination.  

To understand the nature of these interactions (to the extent they exist), regression 

analyses were used to permit specific comparisons between the optimistic display condition and 

the flat display condition regarding reported levels of surface acting. Step one included main 

effects, step two included 2-way interactions, and step three included the three-way interaction 

(i.e., optimistic vs. flat condition by gender by gender identification). The overall model yielded a 

non-significant effect, R
2
 = .13, F Δ(1,54) = .19, p = n.s.

1
   

                                                 
1
  A separate set of regression analyses was conducted to make specific comparisons 

between an overall “feminine display” condition (optimistic and sympathetic conditions 

combined) and the flat display condition.  As before, step one included main effects, step two 
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Next, regression analyses were used to make specific observations between the 

sympathetic display condition and the flat display condition regarding reported levels of surface 

acting. Step one included main effects, step two included 2-way interactions, and step three 

included the three-way interaction (i.e., sympathy vs. flat condition x gender x gender 

identification). In this case, the overall model yielded a significant effect. After step three, with all 

IVs and interactions in the equation, R
2
 = .13, FΔ (1,62) = 5.12, p < .05.  The regression results 

for surface acting are found in Table 4.  

Table 4. Regression Results for Surface Acting  

 B t p 

Optimism    

Female Gender ID -.13 -.46 .65 

Male Gender ID -.71 -3.08 .02 

Flat    

Female Gender ID .39 1.74 .10 

Male Gender ID .10 .29 .78 

Sympathetic    

Female Gender ID -.27 -.96 .35 

Male Gender ID 1.17 2.26 .06 

Control    

Female Gender ID -.02 -.08 .94 

Male Gender ID .42 .79 .46 

 
 

Simple effects analyses showed that, in the optimistic condition, men’s gender 

identification scores negatively predicted surface acting scores. The direction of this effect was 

not predicted.  Other results are directionally consistent with the hypotheses.  Specifically, 

men’s gender identification marginally predicted more reported surface acting in the 

sympathetic condition, and women’s gender identification marginally predicted more reported 

                                                                                                                                               
included 2-way interactions, and step three included the three-way interaction (i.e., feminine 

condition vs. flat condition by gender by gender identification). The overall model yielded a non-

significant effect, R
2
 = .07, FΔ (1,91) = 1.20,  p = n.s. 
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surface acting in the flat condition (but not in any other condition).  The results for the men 

should be interpreted with caution due to small sample sizes.   
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CHAPTER 5 

DISCUSSION 

The proposed research set out to experimentally test what has previously only been 

measured using correlational designs.  When expectations to display a certain emotion do not 

line up with the experienced emotion, feelings of inauthenticity are assumed to occur. According 

to Simpson and Stroh (2004), this inauthenticity appears to be exaggerated for individuals using 

typical feminine display rules (warmth/excitement) as opposed to typical masculine display rules 

(power/stoicism).  

 5.1 Overall Findings 

It was expected that an overall significant difference across the four conditions on 

measures of surface acting, negative and positive mood shifts, and time spent on the puzzle 

would be found. No significant differences between the control condition and all other 

experimental conditions were found. Interestingly, however, there appeared to be a difference 

between the flat display condition and the sympathetic conditions on the ego-depletion puzzle.  

Directionally speaking, individuals in the optimistic and especially those in the sympathetic 

condition appeared to spend less time on an ego-depletion puzzle.  This outcome would 

suggest that more resources are expended in the optimistic and sympathetic conditions than in 

the flat condition. This finding partially supports hypothesis 1d.   

Further, a significant interaction between condition and gender was also expected, but 

the results of the analysis did not support this prediction. In other words, in the feminine 

conditions (optimism and sympathetic), men did not differ from women on all dependent 

measures of emotional labor. Likewise, in the masculine conditions, women did not differ from 

men on all dependent measures of emotional labor. 
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Finally, gender identification was expected to interact with experimental condition and 

gender. It was hypothesized that in the optimistic and sympathetic display conditions, men’s 

gender identification would positively predict (3a) surface acting and (3b) negative mood shift, 

but negatively predict (3c) positive mood shift and (3d) time spent on the puzzle. Additionally, it 

was hypothesized that in the flat display condition, women’s gender identification would 

positively predict (3e) surface acting and (3f) negative mood shift, but negatively predict (3g) 

positive mood shift and (3h) time spent on the puzzle. Because of the small male sample sizes, 

the results of this analysis should be interpreted with caution.  As they exist, the results indicate 

that in the sympathetic display condition, men’s gender identification (marginally) positively 

predicted their ratings of surface acting. Although unpredicted, in the optimistic condition, men’s 

gender identification negatively predicted surface acting. Finally, women’s gender identification 

(marginally) positively predicted their ratings of surface acting. 

 Overall, the results of this study partially support some of the hypotheses. Interestingly, 

mood-shift (positive or negative) did not prove to be an outcome on which condition, gender, or 

gender identification had an impact. In the end, the ego-depletion puzzle and the surface acting 

measure appeared to be better indicators of emotional labor.  

5.1.1  Limitations     

As with all research, this study is not without its limitations. One key limitation to this 

study is the small number of male participants comprising the sample. Although, the gender split 

is representative of total SONA research participant pool, a larger male sample size per 

condition would have allowed for more confidence in the findings. 

Additionally, each dependent variable used in the experiment had some inadequacies. 

The experiment lasted a total of one hour. Yet, the specific measure of emotional labor, surface 

acting that was used in this study (and commonly used in the literature), is a measure of longer 

term/lasting emotional labor. Measures of ego depletion (puzzle time) and mood-shift are other 

potential indicators of emotional labor, but do not directly measure the construct. 
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5.1.2  Future Directions     

This study takes a strong first step in better understanding the nature of emotional 

labor, but as discussed above, it is not without its limitations. A better way to determine how 

different gender displays effect men and women’s levels of emotional labor would be through a 

longitudinal design.  

The short duration of this study may not have given enough opportunity for emotional 

labor to be differentiated for men and women.  Alternatively, developing more direct measures 

of emotional labor could be an important future direction. For example, the creation of a scale 

that is geared more towards measuring shorter duration levels of emotional labor (or surface 

acting) would be useful.  Additionally, measures of muscular movements based on 

electromyography research could be another way to directly confirm differences in labor tied to 

emotions.  

5.2 Conclusion 

Humans are social animals, and as such, we create and abide by social norms. These 

norms bring comfort to us in many ways. Being able to expect certain behaviors in certain 

situations removes the threat of the unknown in many instances. In today’s world, this is 

especially true in the workplace environment. Our businesses set norms or “rules of 

engagement” for its employees to follow (e.g., dress code, brand standards, customer service 

scripts). Creating work-place norms is one way our businesses can accomplish so much, be so 

profitable, and serve so many consumers. And, although there are clearly benefits to managing 

behaviors, it is also clear that there is a delicate balance of working within the “norms” while 

also being authentic individuals. By denying what we authentically believe (i.e., cognitive 

dissonance) or feel (i.e., emotional dissonance), we are required to increase our efforts to 

manage our behaviors.   

The existing research findings suggest that emotional display norms, or the way in 

which individuals are expected to manage their emotions, may differ for men and women. Under 
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this assumption, the present study attempted to determine if men and women (to the extent they 

identify with their gender) exert different amounts of emotional labor while managing to different 

emotional displays. Although the results of this study are not entirely conclusive, they do 

suggest this is a topic worth exploring further in future research. The present study makes a 

useful contribution to the field of psychology and to the understanding of gender differences in 

emotional labor through its experimental design, and through its inclusion of a measure of 

gender identification. 
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APPENDIX A 

RIGOROUS RESEARCH SCHOLARSHIP 
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The University of Texas at Arlington  

Department of Psychology  

Rigorous Research Scholarship 

In Psychology  

 
This Award was Established in 2005 by Dr. Derek E. Wade.  

 

Purpose of the Award  
Dr. Wade received his Ph.D. in Psychology from the University of Texas at Arlington 

in 1986. As a way of giving back to the Department, Dr. Wade has developed the 

endowment to provide financial assistance to qualified undergraduate students majoring 

in Psychology and dedicated to the most rigorous standards in conducting research. The 

award may be used for tuition and fees for the Awardee.  

 

Eligibility of the Award  
To be eligible for this scholarship, an applicant must meet the following criteria:  

 Major in Psychology  

 Enrolled full-time at UT Arlington  

 Minimum GPA of 3.5  

 Research experience relevant to the field of psychology 

 

Factors in Selection of Awardee  
Students who show the potential for outstanding achievement in their research as a 

major in the Department of Psychology. Academic achievement will be judged by 

transcripts, letters of reference from Psychology faculty members, the student’s 

expressed intention to pursue a career in the field of psychology, and above all, 

expressed intent to make significant research contributions to the field of psychology. 

 

Value of Award 

Award will include the cost of full-time tuition for the following academic year.  The 

award will also include a monthly stipend not to exceed $1,500.  

 

Applications  
Award is granted once a year during the Summer semester for the following academic 

year. Applications may be picked up in Room 313, Department of Psychology, Life 

Science Building.  
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EXPERIMENTAL CONDITIONS INSTRUCTIONS
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Optimism Counts! 
 
Background 

The research you will be participating in is based on the research regarding the benefits 

of Optimism. Based on the well-documented health and psychological benefits of 

optimism to things like stress, resilience, and performance, we expect to find similar 

benefits to the delivery of feedback. 

 

Feedback is an essential part of everyone’s professional development. But, oftentimes 

the feedback message is lost in the delivery. Our goal is to determine the best way to 

deliver difficult feedback to people so that they are able to recover as quickly as 

possible and move forward in their development. We believe optimism will be 

instrumental in “softening the blow” of a difficult message. 

 

Every year the UT-Arlington Psychology Department offers a number of scholarships. 

Since its first year being offered, the Rigorous Research Scholarship has been one of the 

most competitive with a higher than average number of applicants. It is awarded to two 

students every year and takes care of full tuition as well as a generous monthly stipend.  

 

Your Assignment 

As a research participant in this lab, you are tasked with giving applicants the results of 

their scholarship application. For the purposes of this research, we are only interested in 

the individuals who did NOT receive the Rigorous Research Scholarship award.  

 

It will be of utmost importance to our findings that you deliver the news with as much 

optimism as you can muster. Upward vocal inflections, smiling, and being all-around 

cheerful will be critical to measuring how the feedback is received. 

 

Remember, research shows that people can “hear a smile.” So, please remember to 

smile at all times while on the call . 
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Fact-Based Feedback 
 
Background 

The research you will be participating in is based on the research regarding the benefits 

of fact-based communication. Research on communication in teams suggests that 

communicating facts and facts alone drive optimal team performance. Based on this 

research, we expect to find similar benefits of fact-based communication to the delivery 

of feedback. 

 

Feedback is an essential part of everyone’s professional development. But, oftentimes 

the feedback message is lost in the delivery. Our goal is to determine the best way to 

deliver difficult feedback to people so that they are able to recover as quickly as 

possible and move forward in their development. We believe fact-based feedback will 

be instrumental in the quick understanding of a difficult message. 

 

Every year the UT-Arlington Psychology Department offers a number of scholarships. 

Since its first year being offered, the Rigorous Research Scholarship has been one of the 

most competitive with a higher than average number of applicants. It is awarded to two 

students every year and takes care of full tuition as well as a generous monthly stipend.  

 

Your Assignment 

As a research participant in this lab, you are tasked with giving applicants the results of 

their scholarship application. For the purposes of this research, we are only interested in 

the individuals who did NOT receive the Rigorous Research Scholarship award.  

 

It will be of utmost importance to our findings that you deliver the news with as little 

emotional influence as possible. Please be sure to keep your reactions as flat as possible 

(i.e., do not respond emotionally to the applicant).  Expressing sympathy, frustration, or 

concern will only interfere with the core content of the feedback message.  

 

Remember, research shows that people can “hear emotion.” So, please refrain from 

physically expressing any emotion at all while on the call.  
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Sympathetic Feedback 

 
Background 

The research you will be participating in is based on the research regarding the benefits 

of expressing sympathy in relationships. Based on the well-documented psychological 

benefits of sympathy to things like loss, stress, and the overall health of relationships, 

we expect to find similar benefits to sympathy during the delivery of feedback. 

 

Feedback is an essential part of everyone’s professional development. But, oftentimes 

the feedback message is lost in the delivery. Our goal is to determine the best way to 

deliver difficult feedback to people so that they are able to recover as quickly as 

possible and move forward in their development. We believe communicating sympathy 

and support will be instrumental in eliminating defensive reactions and promoting 

healthy acceptance of the difficult message. 

 

Every year the UT-Arlington Psychology Department offers a number of scholarships. 

Since its first year being offered, the Rigorous Research Scholarship has been one of the 

most competitive with a higher than average number of applicants. It is awarded to two 

students every year and takes care of full tuition as well as a generous monthly stipend.  

 

Your Assignment 

As a research participant in this lab, you are tasked with giving applicants the results of 

their scholarship application. For the purposes of this research, we are only interested in 

the individuals who did NOT receive the Rigorous Research Scholarship award.  

 

It will be of utmost importance to our findings that you deliver the news with as much 

support, sympathy, and understanding as possible. Mirroring the applicant’s reactions, 

conveying understanding, showing support through your facial and vocal expressions 

will be critical to the healthy acceptance of the disappointing message. 

 

 

Remember, research shows that people can “hear emotion.” So, please physically 

express sympathy and support as outwardly as possible while on the feedback call. 
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Feedback Instructions 
 
Background 

The research you will be participating in is interested in how people react to receiving 

feedback. Specifically we are interested in the immediate reactions of people receiving 

disappointing feedback. 

 

Every year the UT-Arlington Psychology Department offers a number of scholarships. 

Since its first year being offered, the Rigorous Research Scholarship has been one of the 

most competitive with a higher than average number of applicants. It is awarded to two 

students every year and takes care of full tuition as well as a generous monthly stipend.  

 

Your Assignment 

As a research participant in this lab, you are tasked with giving applicants the results of 

their scholarship application. For the purposes of this research, we are only interested in 

the individuals who did NOT receive the Rigorous Research Scholarship award. 
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APPENDIX C 
 

PARTICIPANT SCRIPT
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Participant Script 
 

Introduction: 

 

Hello, this call is being recorded. Please say “yes” if you would like to proceed with the 

call.  

 

What is your Applicant ID so I can inform you of the results of your application to the 

Rigorous Research Scholarship with the Psychology Department.   

 

We are grateful for your interest and were very impressed with your application. 

However, you did not meet all criteria, and unfortunately we are unable to award you 

the scholarship at this time. We thank you for your application to the Rigorous Research 

Scholarship and we encourage to re-apply for future scholarships.  

 

We wish you the best with your future educational endeavors.  

 

Do you have any questions for me? 

 

Thank you. 
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APPENDIX D 
 

RECORDED RESPONSES
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Feedback A: Anger with him/herself for screwing up this opportunity 

“I’m such a screw-up.”  

“Of course I wouldn’t get it.”  

“I am so stupid for thinking I had a chance” 

“I can’t believe I wasted my own time applying in the first place.” 

 

Feedback B: Sad and disappointed – to the point of tears 

 

“This sucks. I love Psychology so much. I hated school until I took some Psych classes. 

Do you think this means I should change my major all together?”  

“I really thought I was going to get this” 

“I am so disappointed. I feel like my future in Psychology is doomed.”   

“This probably means I won’t get into a good graduate school now.” 

“My parents are going to be so disappointed in me.”   

“I really didn’t want to ask them for more money.” 

 

Feedback C: Defensively interrupts and challenges the data 

 

“Did you make the decision? Who did, are they available?” 

“Did you even read my application?!” 

“Well great, this is fantastic news” (ANGER – Sarcasm) 

“This scholarship is a joke. I don’t even like Psychology. I just wanted free tuition.” 

“You say you were impressed with my application, but obviously I didn’t impress you 

enough.  

Yeah… like I’m really going to re-apply.” (Sarcasm) 

 “Clearly it was a waste of my time.” 

 

Feedback D: Derails, going off on everything else going on in his/her life 

 

“This is just the icing on the cake. You wouldn’t believe the week I have had.” 

“I just lost my job, and was really counting on that scholarship.” 

“I don’t know what I am going to do now to pay for tuition.” 
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APPENDIX E 
 

POST CALL SURVEYS
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How Did the Feedback Go?  
(Optimistic Display Condition) 

 

Applicant Number _______________________________ 

 

1. Did you deliver the feedback?               Yes          No 

2. Were you optimistic?       Yes          No 

3. Did you smile while giving feedback?    Yes          No 

4. Do you think Optimism was a good way to deliver this  Yes          No 

feedback? 

5. On a scale of 1-5 (5 = Strongly Agree), I displayed  1    2    3    4    5 

emotions that I don’t really feel on this call.    

6. On a scale of 1-5 (5 = Strongly Agree), I put   1    2    3    4    5 

effort into ensuring that I'm displaying the correct  

emotions given my instructions. 

 

 

7. How did the feedback recipient take the news?  

 

 

 

 

 

  

8. Briefly describe the reactions of the feedback recipient. 
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How Did the Feedback Go? 
(Flat Display Condition) 

 

Applicant Number _______________________________ 

 

1. Did you deliver the feedback?               Yes          No 

2. Did you refrain from showing your emotions?  Yes          No 

3. Did you deliver only fact-based feedback?    Yes          No 

4. Do you think fact-based  was a good way to deliver this  Yes          No 

feedback? 

5. On a scale of 1-5 (5 = Strongly Agree), I displayed  1    2    3    4    5 

emotions that I don’t really feel on this call.    

6. On a scale of 1-5 (5 = Strongly Agree), I put   1    2    3    4    5 

effort into ensuring that I'm displaying the correct  

emotions given my instructions. 

 

7. How did the feedback recipient take the news?  

 

 

 

 

 

  

8. Briefly describe the reactions of the feedback recipient. 
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How Did the Feedback Go?  
(Sympathetic Display Condition) 

 

Applicant Number _______________________________ 

 

1. Did you deliver the feedback?               Yes          No 

2. Were you sympathetic?      Yes          No 

3. Did you sympathize while giving feedback?    Yes          No 

4. Do you think Sympathy was a good way to deliver this  Yes          No 

feedback? 

5. On a scale of 1-5 (5 = Strongly Agree), I displayed  1    2    3    4    5 

emotions that I don’t really feel on this call.    

6. On a scale of 1-5 (5 = Strongly Agree), I put   1    2    3    4    5 

effort into ensuring that I'm displaying the correct  

emotions given my instructions. 

 

7. How did the feedback recipient take the news?  

 

 

 

 

 

  

8. Briefly describe the reactions of the feedback recipient. 
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How Did the Feedback Go?  
(Control Display Condition) 

 

Applicant Number _______________________________ 

 

1. Did you deliver the feedback?               Yes          No 

2. On a scale of 1-5 (5 = Strongly Agree), I displayed  1    2    3    4    5 

emotions that I don’t really feel on this call.    

3. On a scale of 1-5 (5 = Strongly Agree), I put   1    2    3    4    5 

effort into ensuring that I'm displaying the correct  

emotions given my instructions. 

 

4. How did the feedback recipient take the news?  

 

 

 

 

 

  

5. Briefly describe the reactions of the feedback recipient. 
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PRE-EXPERIMENT SURVEY
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Read each item and then mark the appropriate answer in the space next to that word. 

Indicate to what extent you feel this way at this moment. Use the following scale to 

record your answers. 

 

        1     2  3          4          5 

very slightly          a little      moderately         quite a bit       extremely  

or not at all 

 

 

At this moment, I feel: 

 

____ interested 

____ distressed 

____ excited 

____ upset 

____ strong 

____ guilty 

____ scared 

____ hostile 

____ enthusiastic 

____ proud 

 

 

 

 

 

 

 

____ irritable 

____ alert 

____ ashamed 

____ inspired 

____ nervous 

____ determined 

____ attentive 

____ jittery 

____ active 

____ afraid 
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 Please rate the following on a scale of 1-5 with  
“1” being “Strongly Disagree” and “5” being “Strongly Agree.” 

 Being a woman/man is an important part of my self-image. 

 Being a woman/man is unimportant to my sense of what kind of person I am. 

 Being a woman/man is an important reflection of who I am. 

 Being a woman/man has very little to do with how I feel about myself. 

 Being a woman/man is an important part of my self-image. 

 Being a woman/man is unimportant to my sense of what kind of person I am. 

 People only give feedback when you have done something wrong. 

 Feedback is just an excuse for people to complain to you. 

 Feedback is important to my professional development. 

 Feedback is helpful so I know what to do or not to do next time. 

 I enjoy getting feedback. 

 I wish people would give me more feedback on a regular basis. 

 I dislike it when people sugar-coat what they really mean to say. 

 I like it when people are extra nice when they are giving me feedback. 

 

Are you currently working?                                  Yes                                  No  

If you have had previous work experience, please indicate how many years of work 

experience you’ve had: 

What is your age? 

What best describes your ethnicity?   

  White              Black                  Asian               Hispanic              Other 

What is your GPA? 

What is your classification at UTA? 

 Freshman        Sophomore        Junior                Senior                  Graduate      

What is your UTA student ID number? (i.e. 1000-99-9999)           _ _ _ _ - _ _ - _ _ _ _ 
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POST-EXPERIMENT SURVEY
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Read each item and then mark the appropriate answer in the space next to that word. 

Indicate to what extent you feel this way at this moment. Use the following scale to 

record your answers. 

 

        1        2   3                  4          5 

very slightly         a little       moderately      quite a bit       extremely  

or not at all 

 

 

At this moment, I feel: 

 

____ interested 

____ distressed 

____ excited 

____ upset 

____ strong 

____ guilty 

____ scared 

____ hostile 

____ enthusiastic 

____ proud 

 

 

 

 

 

 

 

____ irritable 

____ alert 

____ ashamed 

____ inspired 

____ nervous 

____ determined 

____ attentive 

____ jittery 

____ active 

____ afraid 
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How frequently do you… 

1 = Never  2 = Rarely  3 = Sometimes  4 = Often  5 = Always 

EL1 Display specific emotions required by your job 

EL2 Adopt certain emotions required as part of your job 

EL3 Express particular emotions needed for your job 

EL4 Express intense emotions 

EL5 Show some strong emotions 

EL6 Display many different emotions when interaction with others 

EL7 Resist expressing my true feelings 

EL8 Pretend to have emotions that I don’t really have 

EL9 Hide my true feelings about a situation 

EL10 Make an effort to actually feel the emotions that I need to display to others 

EL11 Try to actually experience the emotions that I must show 

EL12 Really try to feel the emotions I have to show as part of my job 

In order to do your job effectively, how often do you do the following things? 

1 = Never  2 = Rarely  3 = Sometimes  4 = Often  5 = Always 

 Behave in a manner that differs from how I really feel 

 pump myself up so I feel emotions expected of me 

 Easily express positive emotions to customers as expected for my job 

 suppress my true reactions to customers in order to respond appropriately 

 smile and act friendly when I feel terrible 

 Just pretend to have emotions I need to display for my job 

 Work at managing emotions I express 

 Try to be a good actor by showing the right "face" at work 

 Resist expressing my true feelings 

 Pretend to have emotions that I don't really feel 

 Show an emotion that I don't really feel 

 Make an effort to actually feel the emotions that I need to display toward others 

 React to customers' emotions naturally and easily 

 Put effort into ensuring that I'm displaying emotions appropriate for my job 

 Pretend that I am not upset or depressed when dealing with customers 

 Fake a good mood 

 Put on a "show" or "performance" 

 control my feelings in order to do my job well 

 express emotions on the job which do not correspond with my mood 

 put on an act in order to deal with customers in an appropriate way 

 Work hard to feel the emotions that I need to show to others 

 Try to actually experience the emotions that I must show 

 Actually feel the emotions that I need to show to do my job 

 Put on a "mask" in order to express the right emotions for the job 

 Hide my true feelings from customers 

 Work at showing the emotions that my organization wants me to show 
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APPENDIX H 

 
EGO-DEPLETION TASK
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The object of this puzzle is to draw each figure in one continuous line so that you don’t 

take the pencil point off of the paper.  You are not allowed to go over any part of the 

line twice, or cross it.  

 

Take as much time as you need to complete the puzzle. 
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APPENDIX H 
 

RESULTS OF FACTOR ANAYLSES 
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Results of Extraction for Emotional Labor  
 

Factor Eigenvalue (Total) % of Variance Cumulative % 

1 3.92 32.66 32.66 

2 2.25 18.71 51.37 

3 1.46 12.20 63.56 

4 1.32 11.00 74.56 
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Reliability Analysis for Surface Acting Component of Emotional Labor 
 
      Overall Cronbach’s alpha = .80 

Item 

Cronbach’s 
Alpha if item 

deleted 

Corrected 
Item-Total 

Correlations  

EL7 .78 .61 

EL8 .79 .59 

EL9 .61 .76 
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Results of Extraction for Time 1 Mood 
 

Factor Eigenvalue (Total) % of Variance Cumulative % 

1 4.49 22.42 22.42 

2 3.53 17.63 40.06 

3 2.10 10.52 50.58 

4 1.29 6.46 57.04 

5 1.14 5.68 62.72 

6 1.02 5.12 67.84 
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Reliability Analysis for Positive and Negative Components of Time 1 Mood 
 
 

Subscale 
Cronbach’s 

alpha Item 

Cronbach’s 
Alpha if item 

deleted 

Corrected 
Item-Total 

Correlations 

Positive Mood .83    

  Interested .83 .40 

  Excited .82 .49 

  Strong .81 .58 

  Enthusiastic .80 .64 

  Proud .80 .62 

  Inspired .80 .61 

  Determined .80 .60 

  Active .82 .49 

     

Negative Mood .61    

  Distressed .55 .40 

  Upset .54 .49 

  Guilty .60 .58 

  Hostile .55 .64 

  Irritable .51 .62 

  Ashamed .58 .61 

  Jittery .64 .60 
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Results of Extraction for Time 2 Mood 
 

Factor Eigenvalue (Total) % of Variance Cumulative % 

1 5.41 27.05 27.05 

2 3.95 19.74 46.80 

3 1.69 8.45 55.24 

4 1.21 6.06 61.30 
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Reliability Analysis for Positive and Negative Components of Time 2 Mood 
 

Subscale 
Cronbach’s 

alpha Item 

Cronbach’s 
Alpha if item 

deleted 

Corrected 
Item-Total 

Correlations 

Positive Mood .86    

  Interested .85 .53 

  Excited .84 .64 

  Strong .85 .58 

  Enthusiastic .83 .73 

  Proud .84 .62 

  Inspired .84 .68 

  Determined .86 .55 

  Active .85 .57 

     

Negative Mood .82    

  Distressed .80 .58 

  Upset .79 .60 

  Guilty .79 .60 

  Hostile .82 .42 

  Irritable .79 .61 

  Ashamed .79 .62 

  Jittery .80 .58 
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